Memories from IBM 


The IBM CE Call Report: One thing that all IBM Customer Engineers (CEs) hated, 
almost without exception, was the preparation and submission of Call Reports on the 
first day of each week, for the previous week. This involved reporting what each chunk 
of time of the CE’s day was spent on, by specifying the type of activity (using a special 
code for each type of activity), as well as relevant information such as date and 
machine type. This meant that every CE had to keep a record of how he spent each 
day of work, the different activities he performed, and the time spent on that activity. 
As an example: 


08:00-12:00 Code 01 (repair, usually done in response to a customer's call) 
13:00-14:30 Code 32 (Engineering Changes) 

14:30-16:00 Code 08 (Regular Maintenance) 

16:00-17:00 Code 58 (General Administration - meetings, discussions, writing 
reports, reading, and general downtime) 


This information had to be punched on a special IBM punch card and submitted once 
a week. The data was used by management to monitor how CEs time was being spent, 
and helped them in decisions about training, manpower planning, etc. Despite their 
obvious importance, CEs generally hated the darned things and were universally 
delinquent in submitting them. 


In addition to the above codes that I could remember, I managed to get a few more 
from my ex-IBM CE colleagues. Here they are, but please note that some of the 
information may not be accurate, since it is the result of trying to remember something 
from more than half a century ago. 


Code 01 Repair (under contract) 

Code 02 Assisting another CE. 

Code 03 Per call repair (billable activity) 

Code 04 Customer-caused repair 

Code 08 Preventive or scheduled maintenance (Could be 07) 

Code 31 MES Changes (changes affecting machine functionality, such as upgrades) 
Code 32 Engineering Changes 

Code 38 General administration (reports, meetings, reading, spares management, 
etc.) 

Code 61 Time off (for overtime) 

Code 62 Vacation 
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